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First wave of the information age…
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Second wave of the information age…
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A shift to self-service...



6

Third wave of the information age…

Usability
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A shift to self-service…
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A shift to self-service…



9

A shift to self-service…

Pay parking ticket

Pay taxes

Renew license
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Implications of supporting self-service in California
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So how do you meet the need?

How do we do it?

Ethnography with a user-centered focus uncovers fantastic opportunities 
that exploit existing resources to fill a previously unrecognized need. 
Start  with a  technology or domain of interest. Ideate tools or systems to 
overcome a user choke point or release an organizational pressure point. 
Move on the most viable concepts.

Designs often include easy-to-fix 
flaws that undercut  usability.  
Expert Review prioritizes tactical  
fixes against research-based 
principles and cost-of-fix.

This is the Acid test for your 
Interface. Even executives find it 
hard to ignore empirical data and
video from representative user 
testing.

One size does not fit all in a global organization. Interactions that 
are highly effective for one culture can simply fail for another. 
Globalize first. But if you are truly global, you also need to  
localize.

Post launch releases often add functionality can chip away at 
a great design. Planned Usability Audits coupled with continuous 
usability  review ensures that new releases stay usable and 
Relevant.

Understanding the user’s conceptual model is the foundation for an effective 
User Interface Structure. User-centered analysis ensures that the interface 
structure, navigation labels and brand match the users’ expectations and 
needs. 

Using an interface should be like riding a bike--learn just once. Designed 
effectively, a small set of standard screen types capture about 85% of the 
interface interactions. When applied enterprise wide, standards increase 
consistency and reduce development costs.

Real-time decisions to accommodate the realities of implementation can 
undermine the best designed interface. Usability Specifications need 
explanation and sometimes defending. Usability support during coding helps. 
The best insurance is a pre-launch usability test.

It takes science, art and meticulous validation testing to build a truly usable 
interface. User Interface Structure specifies the navigation and flow. Standards 
and templates jumpstart screen design. But getting the details of each screen 
right truly optimizes the user experience.

Citizen-Centered Design
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But citizen-centered design is hard…

If you designed it, you know how
it works…

Designers Know Too Much
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But citizen-centered design is hard…

If you designed it, you know how
it works…

Designers Know Too Much Users Think Differently
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How do you do it efficiently?
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How do you do it efficiently?
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Stakeholder Interviews and Vision Statement

Objectives
Sites should…

• Be citizen-focused

• Support agency goals

 G-to-C

 G-to-B

 G-toG

• Be produced cost-effectively

• Leverage resources across the state

• Reduce agency effort
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Stakeholder Interviews

Underlying Concerns

• Limited enterprise attitude means decisions are not made to support business,
identity, and communication objectives

• Internal focus with decisions based on government convenience lead to designs
that reflect government structure and are hard for citizens to understand

• Inflexible standards and templates do not meet the needs of the agencies, who
hesitate to adopt

• Lack of tools makes adopting even harder and results in suboptimal usability and
inconsistent designs

• Limited of citizen-centered design skills makes employees feel helpless and
results in usability challenges

• Efforts are piecemeal across agencies, are not cost-effective, and result in
reinvented wheels which create inconsistencies
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Inflexible Standards – example feedback
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Expert Review
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Expert Review Scorecard

Usable Range

Very Good

Good

Average

Poor

Very Poor

Very poor

Poor

Average

Good

Very good

Defies usability best practices. The design is a possibly insurmountable obstacle to completing key tasks.1

Violates many best practices. The design presents major hurdles to task completion.2

Violates some usability best practices. May trip users. Getting the task done is possible but not easy.3

Applies many current best practices. The design supports but could still be improved to support the user
needs, the business goals or both.

4

Foreshadows future best practices based on contextualized knowledge of user needs, tendencies and
behaviors, and cutting-edge interface design.

5
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Expert Review and Usability Testing

Focuses what the users bring to the
design

Focuses on what the design brings
to the users

Complimentary
Benefits

• Synthesizes recommendations across
the task experience

• Contextualizes recommendations to the
specific objectives of the site and the
limitations of the users

•  Rapid results

•  Tactical recommendations

•  Comprehensive evaluation

Benefits

• Direct observation of users doing tasks
on the site

• Analysis of GAP between users’
conceptual model of use and site model

• Current HCI & Cognition research

• Industry standards and best
practices

• Sector and user-group specific
experience

Recommendations
derived from…

Can users

•  find the information

•  complete the transaction

Is the design optimized based on
what we know about how people
interact with computers?

Addresses
this question

Usability TestingExpert Review
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Usability Testing
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Usability Testing Overall Success Rates

169 tasks attempted

* Industry Standard
Target = 80% completed

 (but should strive to be better)

*

26%
28%

46%

Completed Struggled Not Completed
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Expert Review and Usability Testing

Primary Challenges
• Navigation and information structure do

not support citizens’ tasks
In other words…

Where is it? How do I get there?
Where am I now? How did I get here?
How do I get back to where I was?

• Visual design is not used effectively and
is distracting
In other words…

What can I do? Where do I start?
Where am I supposed to look?
What are they trying to tell me?
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Meanwhile…
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So NOW what?

• Develop a cohesive identity system

• Tactical redesign of California Portal

• Templates and standards

• Customized tools

• Redesigns key sites

• Socialize usability / citizen-centered design

• Training
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Identity System

• The logo serves as landmark indicating that this is an official California government site
• Logos present an identity that conveys the State’s brand pillars
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Identity System
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Identity System
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Identity System
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Identity System
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Identity System - Banners

• Banners create interest and reinforce the California ‘brand’
• Should convey meaning
• Should be flexible and extensible
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Identity System - Banners

• Flexible layout and rotating pictures add interest
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Tactical Redesign of California Portal

• Fresh look & feel

• Applies usability best-practices



38

Templates and Standards

Flexible, modular templates for varied design environments, interactive visual style guide with a
graphics library
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Customized Tools

Citizen-centered design guidance supporting best-practices
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Customized Tools - Methodology
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Customized Tools - Standards
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Customized Tools – Graphics Library
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Customized Tools - Knowledge
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Use citizen-centered methods to redesign key sites

Showcase projects…

• Model the citizen-centered design process

• Demonstrate the value of citizen-centered design

• Build momentum for institutionalization of usability

• Establish a baseline and demonstrate improvement after redesign
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Socializing Usability

• Promote understanding of citizen-centered design

• Encourage adoption of citizen-centered designs and methods

• Enable State employees to become leaders in citizen-centered design



46

Citizen-Centered Design Training and Certification

Provide California employees with a practical skill-set in citizen-centered design
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Training and Mentoring

Leader

CollaboratorSupport

Jr. CollaboratorMentor

ApprenticeTrainer

LearnerLeader

CaliforniaHFI

Supporting
Institutionalization
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Ideal e-Services Team

Usability Specialists

• User-needs Researchers

• Information Architects

• Interaction Designers

• Evaluation & Analytics

Specialists

Communications

Specialists /

Content Developers

Accessibility
Experts

Technical
Implementers

Visual
Designers

Security &
Privacy
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Continuous Usability
• Benchmark and track user / use patterns
• Integrate existing user data patterns
• Drive continuous improvement

• Existing Interface
• User feedback in any form 
(web logs,  webmaster email, 
search term logs…)

• Quarterly Opportunity Scores
• Annual Program

Usability Staff

Opportunity Score
& Improvement
Recommendations

Opportunity Score
& Improvement
Recommendations

Evaluation and Improvement
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What does California get out of it?

For the government
• Cohesive California government

identity

• Reduced effort in support

• Flexible, extensible standards and
templates

• Citizen-centered resources/tools

• Trained e-services employees

• Sustainable process

• Cost savings through centralization

• Measurable success

• Satisfied citizens

For the citizens
• Service-oriented government

• Easy to use designs

• Self-service opportunities

• Consistent e-Gov experience

• Customer satisfaction

• Increased public trust & confidence
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California is ready to make a commitment…

California Service
Centers

Portal Steering
Committee

Committee
Review Board

Information Organization,
Usability, Currency &
Accessibility (IOUCA)
Working Group

Portal Redesign
Project
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Thank You!

HFI - Main Office 
410 West Lowe
Fairfield, IA 52556 
Phone: (800) 242-4480
(641) 472-4480 
Fax: (641) 472-5412
E-mail: hfi@humanfactors.com

HFI - Boston, MA
1050 Waltham Street, 
Suite 410 Lexington, MA 02421
Phone: (781) 860-7200 
Fax: (781) 860-7979

HFI - San Francisco, CA
235 Montgomery Street
Suite 810
San Francisco, CA 94104
Phone: (415) 765-0962
Fax: (415) 765-0961 

HFI – Baltimore, MD
1720 Thames Street
Baltimore, MD 21231
Phone: (410) 327-1012 / 1013
Fax : (410) 327-1014
E-mail: baltimore@humanfactors.com

HFI – London, UK
Winchester House
259-269 Old Marylebone Road
London NW1 5RA UK
Tel +44 (0) 20 7170 4164
Fax +44 (0) 20 7170 4161

HFI – Mumbai, India
Chemtex House, 4th Floor
Main street, Hiranandani Gardens
Powai, Mumbai - 400 076
Phone: 91 (22) 2570 8464/65/66
Fax: 91 (22) 2570 8468 


